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.DESCRIPTION 


I 

Frequency 


Cumulative 
FafQUENcr 




Get informacJon abcuc a bill 


17:s% 




1 ^ 


Add optional services 


9.3% 1 


1 ^ 


Gee new service / ooen an account 


9.0% 1 




How to use ... 


6.7% 


1 ^2.8% 




Disconnect optional service 


6.6% 






Report a problem witn service 


5.2% 






Change opcional sen/ice 


6.0% 






Disconnect sen/ice /.close account 


5.3% 


65.9% 


\ 9 |Gec information on slervlces (availabiiicy, 


4.8% 




10 1 


Schedule a ocvmenr 


3.9% 




11 1 


Change accounc mformaacn ; 


3.8% 




1 12 iMove service 


3.4% 


S2.8% 


13 1 


Get information on accounc 


2.7Vo i 1 




Discuss bill 1 


2.i% 




IS 1 


Get informaaon on payment j 


1.7% 




1 16 1 


Schedule technician visit 1 


1.2% 


90.5% 



FIG. 4 



CALL RECEIVED AT 
IVR CALL 
MANAGEMENT 
SYSTEM 
Sz 



GREETING PLAYED 
TO CALLER 



MAIN MENU PLAYED 
TO CALLER 



^6 



CALLER'S 
SELECTION 
RECEIVED 




Yes 



SUB-MENU PLAYED 
TO CALLER 

515 



-No- 



CALL TRANSFERRED 
TO 

REPRESENTATIVE 

ri2. 



REPRESENTATIVE 
ASSISTS CALLER 



END 
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